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This is the NASA Shared Services Center’s (NSSC’s) inaugural Annual Report. It provides a concise summary of 

the NSSC’s significant accomplishments and challenges during Fiscal Year 2014. The theme for this report, 

“Moving Forward Together to Achieve What’s Best for NASA,” has become a mantra at the NSSC. I believe that 

accomplishing what is best for NASA requires all of NASA coming together, across organizational and geographic 

lines, to work together with common goals that sup-

port NASA’s mission. 

In addition to providing highlights of the NSSC’s 

FY14 Annual Budget, this Annual Repor t will 

provide information about: 

The Human Resources Division working to transition 

three new services to the NSSC: Federal Workers’ 

Compensation, Unemployment Compensation, and 

Suitability; 

The Procurement Division initiating the contract re-

compete of the NSSC Service Provider contract; 

The Financial Management Division supporting 

Government-wide accounting, a new travel manage-

ment system, as well as working on implementing e-

invoicing wide-area workflow across the Agency; 

The Information Technology Division implementing 

new tools and system/application upgrades for the 

NSSC and the Agency; and 

The Business & Administration Office completing a 

Web migration and business process redesign project 

to enhance the NSSC’s website.  

 

After 30 years with NASA, I am thrilled to be lead-

ing the NSSC. I plan to visit all NASA Centers annu-

ally. The visits I have made since joining the NSSC 

on March 17, 2014, have been enlightening and re-

warding. My goals for these visits are to improve our 

lines of communication, build trust across all func-

tional areas, and gain honest feedback and insight on what the NSSC does well, what we can do better, and what 

more we can do. I am confident that as we move forward together, we will accomplish great things that are best for 

NASA. 

 

I appreciate and value your feedback, 

  Mark 

EXECUTIVE DIRECTOR’S MESSAGE  
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The NSSC performs selected business activities 

for all NASA Centers in financial management, 

human resources, information technology, pro-

curement and business support services. Consoli-

dation allows the NSSC to increase operational 

efficiency and improve overall customer service. 

The NSSC is supported in its mission, under con-

tract, by its Service Provider, CSC. 

 



 

 

   
“Moving Forward Together to Achieve What’s Best for NASA.” 

NSSC  
2014  

ANNUAL  
REPORT 

BOARD OF DIRECTORS
The NSSC Board of Directors (BOD) provides leadership, vision, and strategic direction to the NSSC; the 

standard responsibilities of the BOD are to maintain customer focus, empower action, provide resources, 

model partnership behavior, and approve initiatives. Specific responsibilities of the BOD include reviewing 

and approving strategic direction, establishing policy, providing customer advocacy and communication, and 

reviewing and approving metrics and key performance indicators.  
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Innovation and Automation  
 

Recognizing innovation is a key part of our approach. Our Leadership Capability Model for shared services leaders 

includes demonstrated commitment to nurturing innovation. For activities over and above the sustaining operations 

of the NSSC, we use an Integrated Project Plan to prioritize initiatives and allocate resources, and we adhere to 

recognized Agency project planning principles to translate ideas into practice.  

We have also developed applications to promote customer self-service and standardization. Examples include: 

Grants Status on Web site; Web-based Ethics Program Tracking System; AP Work Management System; use of 

standardized electronic forms; and the uniform look and feel (or branding) of all NSSC applications.  

NSSC SENIOR LEADERSHIP 
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OVERVIEW & HIGHLIGHTS 
The NSSC serves all NASA Centers by providing 

timely, accurate, high-quality, cost-effective, and 

customer-focused support for selected NASA busi-

ness and technical services. Every effort undertaken 

by the NSSC is driven by this mission statement. 

We know that the services we provide are essential 

to keeping NASA operating so that our customers 

can focus on achieving their mission critical results.  

We value trust, loyalty, confidence, and building 

strong relationships with our customers.  

 

That is why we themed our first NSSC Annual Re-

port for Fiscal Year 2014 to our customers:  

 

“Moving Forward Together to 

Achieve What’s Best for NASA.” 

The NSSC Fosters NASA Core Values:  

The NASA core values of safety, excellence, 

teamwork, and integrity are the driving factors 

in the way that we do business across the  

Agency. By focusing on the NSSC Vision and 

Mission, we make these core values part of our 

daily lives. 

NSSC Vision: Unparalleled Service 

 

Mission: To provide timely, accurate, high-quality, 

cost-effective, and customer-focused support for  

selected NASA business and technical services.  

We want to hear from you!  

Go to our Voice of the Customer page at: 

www.nssc.nasa.gov/voice .  

http://www.nssc.nasa.gov/voice
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OVERVIEW & HIGHLIGHTS (CONT.) 

Performance 

 
In Fiscal Year (FY) 2014, the 

NSSC met or exceeded 384 

of 414 monthly Service Level 

Indicators (SLIs). FY14 pre-

sented unique challenges due 

to the government shutdown 

in October 2013 that lasted 

17 days.  

Several NSSC activities were 

affected, perhaps none more 

than the Agency’s Accounts 

Payable (AP) activity. De-

spite significant efforts from 

employees across the Agen-

cy, AP metrics were affected 

for months as the backlog of 

invoices was worked.  

 

The challenges of shutdown 

snapped a 12-month streak in 

which the NSSC had met 

every monthly SLI. Still, 

NSSC performance remained 

green for every month of the 

year for 23 of 36 SLIs, and 

only one SLI was missed in 

the final six months of FY14. 

For more information about 

NSSC Performance please 

visit the Metrics page at: 

www.nssc.nasa.gov/metrics. 

http://www.nssc.nasa.gov/metrics


 

 

   
“Moving Forward Together to Achieve What’s Best for NASA.” 

NSSC  
2014  

ANNUAL  
REPORT 

OVERVIEW & HIGHLIGHTS (CONT.) 
Government-wide Shutdown Support 

The government, and most of NASA, shutdown on 

October 1, 2013. On Oct. 2, the ESD received direc-

tion from HQ to reopen. At 4:30 pm CDT, the ESD 

opened with a limited staff. The majority of calls 

from customers were for VPN Token and Password 

issues – with a total of 1,492 calls received between 

Oct. 2 and Oct. 16. When the government went back 

to work on Oct. 17, the ESD was fully staffed and 

ready to manage what would be a record-breaking 

day for ticket volume. 

 

Other NSSC activities provided support during this 

time period as well. The Payroll team acted as a liai-

son with the OCFO, OHCM, NEACC, and the NSSC 

HR and Payroll teams. Their tireless efforts helped 

ensure all 18,504 NASA employees were paid. A 

small number of excepted employees assisted in pro-

cessing the Agency payroll. Additionally, they over-

saw the effort to complete prior pay period adjust-

ments required as a result of the furlough. The Per-

sonnel Action Processing team worked overtime after 

the NSSC reopened to quickly clear out backlog ac-

tions. 

Benchmarking 

The NSSC conducted benchmarking and technical 

interchanges with: the Commonwealth Scientific and 

Industrial Research Organization (CSIRO) of Austral-

ia in October 2013; Merck in November 2013, 

FAA—Enterprise Service Center in July 2014 and 

August 2014; and the Canadian National Research 

Center in September 2014. 

The Executive Director served on the Shared Services 

Round Table to establish best practices for Govern-

ment Shared Service Centers and on the Shared Ser-

vices Corporate Executive Board as a leader in pri-

vate and public sector shared services center develop-

ment, management, and growth. Ideas for the tran-

sition playbook and integration of new services be-

ing incorporated into the new NSSC organizational 

structure were the result of meetings at Stanley 

Black & Decker this year. 

Education/Outreach 

The NSSC participated in several education and 

outreach initiatives in 2014, including: 

 Presented a paper at the Shared Services Out-

sourcing Network (SSON) Shared Services and 

Process Improvement for Higher Education & 

Government Conference, “Key Considerations 

for Ensuring your SSO Thrives in Times of 

Transition,” - November 2014 (San Diego);  

 Presented a paper for the SSON Public Sector 

Transformation 2014 Conference, “Expanding 

the scale and Scope of Shared Services at 

NASA,” - November 2014 (Australia via 

Skype);  

 Published an article entitled “Bringing Efficien-

cy from NASA to Higher Education” for 

Evollution.com, demonstrating the NSSC’s role 

as a shared services leader in business and gov-

ernment;  

 Attended NASA Day at the Capitol—March 

2014 (Jackson, MS);  

 Attended the Federal Shared Services 

Roundtable, April 2014 (New Orleans, LA); 

and provided a workshop entitled, “Choosing 

the Right Metrics to Ensure Service Excellence, 

Drive Accountability, and Increase Transparen-

cy. 
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OVERVIEW & HIGHLIGHTS (CONT.) 
Continuous Service Improvements 

The NSSC’s continuous improvement initiatives in 

FY14 included improved archival capabilities within 

the Document Imaging process, resulting in a savings 

of three minutes per document or 980 hours of labor 

for over 19,000 documents.  

The NSSC supported the implementation and admin-

istration of the Agency’s Voluntary Leave Bank Pro-

gram; provided additional HR support to the Office of 

the Inspector General; and transitioned the Medical 

Review Officer role to the NSSC Service Provider 

contract. 

Also, the NSSC improved the quality of service and 

the accuracy of deliverables, and enhanced the cus-

tomer experience while continuing to reduce costs, as 

demonstrated by a 96% customer satisfaction rating 

and highly-sustained accuracy of products.  

For more information about NSSC Services go 

to: www.nssc.nasa.gov/services. 

http://www.nssc.nasa.gov/services
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OVERVIEW & HIGHLIGHTS (CONT.) 
Agency-wide Broad-Based Surveys 

Results of the 2013 Broad-based Surveys were report-

ed in the first quarter of FY14. Across most service 

areas, the NSSC’s performance either showed im-

provement or stayed relatively consistent with the 

2010 Broad-Based Survey performance; 2010 was the 

last time Broad-Based Surveys were deployed.  

Only four surveys showed a decline in overall satis-

faction and none of the declines were statistically sig-

nificant. Overall satisfaction ratings were mostly pos-

itive with all mean scores for overall satisfaction fall-

ing within the positive range. 

Detailed feedback from the surveys was shared with 

the NSSC leadership and each functional area. High-

lights from the feedback included: the key perfor-

mance of many NSSC services; the NSSC’s courte-

ous and helpful attitudes displayed by staff; respon-

siveness to customer needs; and timeliness of ser-

vice delivery. A review of detailed feedback for 

each service area was also conducted while devel-

oping improvement plans and utilizing customer 

comments to further understand customer ratings. 

Some of the critical recommendations of the survey 

included: 

 Commit to fostering open communication and 

collaborative relationships with NASA Centers 

involved in the processes; and 

 Continue to make certain that changes in poli-

cies and processes are effectively communicat-

ed and readily available to all stakeholders. 
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OVERVIEW & HIGHLIGHTS (CONT.) 

Center Visits 

The NSSC increased efforts to build trust with all ten NASA Centers by visiting five Centers in FY14 and main-

taining a plan to visit all ten Centers annually. These visits include meetings with NSSC stakeholders in procure-

ment, human resources, information technology, and financial management. Visiting with the Center Directors’ 

staff builds trust and enlightens partners on the importance of the NSSC and leads to better services with greater 

benefits to NASA.  

The NSSC maintained an open and inclusive philosophy leading to good relationships with Labor representatives, 

Center Directors and their management staff. This leads to a more visible and important role in policy, as well as 

process and system changes that affect NASA's mission in a positive way. 
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OVERVIEW & HIGHLIGHTS (CONT.) 

Comprehensive Combined Response Surveys 
Each quarter, the NSSC surveys customers to measure satisfaction in Retirement Counseling and Customer 

Contact Center support. Comprehensive satisfaction scores remained high in FY14. 

Shared Services and Outsourcing 

Network Award 

In March 2014, the NSSC received the Shared Services 

and Outsourcing Network’s (SSON) runner-up award 

for Excellence in Customer Service at the annual SSON 

conference in Orlando, Fla.  

Out of approximately 40 private and public sector sub-

missions, including Fortune 500 companies, the winner 

in this category was the U.S. Department of Health & 

Human Services, with the NSSC receiving runner-up. 

“Moving Forward Together to  

Achieve What’s Best for NASA.” 
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 Government-wide Accounting 

(GWA) Modernization  

Treasury's GWA Reporting is responsible for the 

collection of federal agency budgetary and proprie-

tary data to produce federal financial publications, 

provide reliable, timely and useful information and 

streamline the central accounting, reporting and 

reconciliation processes. The Central Accounting 

Reporting System (CARS) addresses the central 

accounting and reporting functions and processes 

associated with budget execution, accountability, 

and cash/other asset management. This includes the 

collection and dissemination of financial manage-

ment and accounting information from and to feder-

al agencies. The initiative went live across the fed-

eral government in FY14. Working with the NASA 

OCFO and Department of Treasury, the NSSC suc-

cessfully supported the Government-wide Account-

ing transition. The implementation required three 

phases executed throughout FY14.  

eInvoicing 

NASA’s eInvoicing solution continued to move in a 

positive direction in FY14. Wide Area Workflow 

(WAWF) is the Department of Defense’s (DoD) se-

cure Web-based system for electronic invoicing 

(eInvoicing), receipt and acceptance. WAWF allows 

government vendors to submit and track invoices via 

the Internet and allows government personnel to pro-

cess those invoices in a real-time, paper-less environ-

ment, while automatically matching invoices with 

contracts.  

eInvoicing will simplify NASA’s invoice payment 

process by eliminating manual steps in the current 

process. 

CGE 

The NSSC supported NASA as it transitioned from 

travel system, FedTraveler.com, to a new Concur 

Government Edition (CGE) on June 30, 2014. 

CGE is a Government-wide, Web-based travel man-

agement service that has consolidated and automated 

travel management.  

The result is an end-to-end travel service on the desk-

top of every NASA traveler, for processing their 

voucher, as well as, supporting all phases of travel 

including planning, authorizations, and reservations. 

 

Highlights 

Accounts Payable 66,411 invoices processed 

Accounts Receivable 
48,654 billings and collections  
processed 

Domestic Travel 42,978 vouchers processed 

PCS, Foreign and ETDY 
Services 4,031 vouchers processed 

For more information about NSSC Financial 

Management go to: www.nssc.nasa.gov/fm. 

FINANCIAL MANAGEMENT 

http://www.nssc.nasa.gov/fm
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Retirements 

The NSSC continued to deliver Center face-to-face 

Retirement Counseling in FY14 (including offering of 

Mid-Career counseling), visiting all Centers, including 

several satellite locations (JPL, Wallops, Plumbrook, 

and White Sands). This year marked the first time the 

NSSC has offered video-enabled counseling to Center 

employees. 

The new Federal Employees Retirement System-

Revised Annuity Employees (FERS-RAE) retirement 

system became effective January 1, for those who are 

new to the government or employees who have less 

than five years of previous credible service. These em-

ployees must pay 4.4% of their salary as Federal Em-

ployees Retirement System (FERS) retirement contri-

butions which is an increase of 1.3%. The NSSC sup-

ported the change in policy. The NSSC continues to 

be a government-wide leader in the processing of re-

tirement packages as they continue to maintain the 

lowest error rate based on OPM’s monthly audits. 

 

Benefits 

The NSSC Benefits Team supported the NASA im-

plementation of the Affordable Care Act (ACA) in 

FY14. The ACA had an impact on employees who 

were not enrolled in either the Federal Health Bene-

fits (FEHB) Program or another health plan. There 

would be a new tax penalty for employees who had 

not elected a qualified health plan. The NSSC execut-

ed a communications strategy that targeted NASA 

employees who were not enrolled in federal health 

benefits for the Health Benefits Open Season and en-

sured employees understood how the act affected 

them. Customer satisfaction for benefits counseling 

remained high in FY14. 

Highlights 

Personnel Action 
Processing 

28,590 actions processed 

Offsite Training 4,980 registrations completed 

Awards 38,044 awards delivered 

SES 24 Cases Completed 

Retirements 
437 estimates provided and 541  
packages delivered 

eOPF 61,026 pages scanned 

The NSSC provides 

general transac-

tional support for 

federal benefits 

programs to all 

NASA employees. 

For more  

information go to: 

www.nssc.nasa.gov

/benefits  

Continued on next page 

HUMAN RESOURCES 

http://www.nssc.nasa.gov/benefits
http://www.nssc.nasa.gov/benefits
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Agency Awards 

The NSSC received and supported 22,432 award 

nominations in FY14, a slight (2%) increase from 

2013. The NSSC team supports Expert Panels (EP) 

reviews in May, the Reclama Panel review, and 

provided the Incentive Awards Board with the com-

plete Review Package in June. 

NASA Automated Awards System 

(NAAS) Release 3.1 

The NAAS 3.1.3 (Reclama screen) moved to pro-

duction in August. This was the final of four releas-

es in the NAAS 3.1 project. The NAAS 3.1 project 

provided browser compatibility improvements to 

the most-used pages, simplified the nomination pro-

cess, and automated the Agency Honor Award 

reclama process. 

OrgPublisher Release 1.1 

The OrgPublisher 1.1 release went live in FY14. 

The release included a new secure Supervisor-

specific chart that provides personnel data within 

the organizational chart. This release also provided 

a user interface for chart administrators to complete 

several database-level tasks that previously required 

manual database admin support.  

Voluntary Leave Bank Program 

The NSSC supported the roll out of the Voluntary 

Leave Bank Program (VLBP), which went live Janu-

ary 27, 2014. 

Mobile-Enabled Training 

The FY14 Uniformed Services Employment and 

Reemployment Rights Act was deployed in SATERN 

on February 1, to 2,580 learners across the Agency. 

This was the first mobile-enabled training course of-

fered in SATERN. 

Financial Disclosure 

The NSSC implemented a new process to begin send-

ing the Ethics Program Tracking System (EPTS) and 

FPPS discrepancy reports to centers on an annual ba-

sis. These reports assist the Centers with reconciling 

the financial statement code data between the elec-

tronic Position Description System (ePDS), FPPS, 

and EPTS prior to the upcoming filing year. 

Drug Testing 

Effective March 1, 2014, Center Medical Review Of-

ficer (MRO) drug testing responsibilities were trans-

ferred to the NSSC which centralized the MRO re-

sponsibilities and streamlined the NSSC process for 

receiving results. 

HUMAN RESOURCES (CONT.) 
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HRIS 

OHCM has asked NSSC HR/HRIS to transition 3-4 

new systems from JSC to NSSC. 

The candidates initially surveyed by the NSSC OCIO 

were: 

 Electronic Personnel Bulletin System (ePBS); 

 NASA Organizational Profile System Portlets 

(NOPS); 

 NASA BuyOut / EarlyOut Tool; and 

 Electronic Position Description System (ePDS). 

 

Subsequent to the site survey, NSSC Service Delivery 

determined that only two services would be transi-

tioned during FY14: NOPS portlets and the ePBS. 

SES 

The SES team achieved the notable milestone of 

reaching 300 cases approved by OPM since the func-

tion was transitioned to the NSSC. 

Training Purchases 

The Training Purchases team reached a notable mile-

stone by successfully completing its 100,000th exter-

nal training request in March 2014.  

Training Purchases Reconciliation 

Tool (TRPT) 

In FY14, the NSSC IT Team provided corrective up-

dates to the Training Purchases Reconciliation Tool 

(TPRT). The following new capabilities were imple-

mented: 

 The ability to create a console allowing Adminis-

trators of the system to correct the errors 

(Unmatched Records) that are made by users dur-

ing the manual input process;  

 The ability to correct all data sorts in each exist-

ing report within TPRT to be completed by data 

type; 

 The ability to update the date selection to appear 

on reports without the need to supply the start and 

end date range and add the ability to select a null 

date value; and 

 The ability to update the Card Holder Report. 

 

HUMAN RESOURCES (CONT.) 

For more information about NSSC HR Services 

go to: www.nssc.nasa.gov/hr. 

http://www.nssc.nasa.gov/hr
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NSSC Nex-Gen Service  

Provider Recompete  

The NSSC began recompetition of its support ser-

vices contract. This procurement is being conducted 

on an unrestricted basis (full and open competition) 

utilizing Federal Acquisition Regulation (FAR) Part 

15 source selection procedures. The RFP was re-

leased in May. An industry day was held that same 

month. The final RFP was released in July and pro-

posals received in September.  

 

The NSSC intends to award a single firm-fixed-

price (FFP) Indefinite Delivery, Indefinite Quantity 

(IDIQ) contract with pricing and ordering provi-

sions that will permit: (1) well-defined, transaction-

al services to be ordered on a per transaction basis 

utilizing FFP service rates and (2) other less-

defined services to be ordered on a level-of-effort 

basis, utilizing a series of established labor catego-

ries and fully burdened, FFP labor rates. 

This contract is anticipated to have a period of per-

formance of five years, consisting of a base period 

of two years and three 1-year options. To incentiv-

ize sustained, superior contract performance, the 

contract will also contain an award term option pro-

vision that will provide the contractor with the op-

portunity to earn up to three additional option years. 

The total potential period of performance, including 

all options and award term options, is eight years. 

Award of the contract is anticipated to be made in 

May of 2015. 

FY14 Procurement Statistics 

Type of Instrument 
Total  

Obligations 

Grants & Cooperative Agreements $757,978,036  

SBIR/STTR Contracts $164,790,869 

Agency Contracts and Orders (includes Enterprise 

Licenses) 
$376,226,200 

Interagency Agreements $60,641,045  

Internal Training Purchases $5,550,834 

NSSC Discretionary Awards $189,914  

Total $1,365,376,898 

Type of Instrument 
FY 14 New  

Awards 
Total Active  

Instruments 

Grants & Cooperative Agree-

ments 
1,730 5,640 

SBIR/STTR Contracts 537 707 

Agency Contracts and Orders 383 316 

Interagency Agreements 3 13 

Internal Training Purchases 488 488 

NSSC Discretionary Awards 4 3 

Total 3,145 7,167 

For more information about NSSC Procurement 

Services please go to the website at:  

www.nssc.nasa.gov/procurement. 

PROCUREMENT 

https://www.nssc.nasa.gov/procurement
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Enterprise Applications Service 

Technologies (EAST) 2 
 

The NSSC issued a solicitation for the re-

competition of its current Enterprise Applications 

Services Technologies (EAST) contract. This pro-

curement, EAST 2, will be conducted on an unre-

stricted basis (full and open competition) utilizing 

FAR Part 15 source selection procedures.  

EAST 2 will support the NASA Enterprise Applica-

tions Competency Center (NEACC), located at 

MSFC in Huntsville, AL. 

 

The NSSC intends to award a single Cost Plus Per-

formance Fee contract with an IDIQ component. 

Performance fee will be tied to minimum Service 

Level Standards. The work consists of maintenance, 

operation, new development and management of 

NASA Enterprise Applications to ensure that infor-

mation technology investments continue to enable 

the Agency’s mission. MSFC-specific applications 

will also be included in the core work of EAST 2. 

The IDIQ portion will enable the migration of Center

-specific applications at other NASA Centers into 

the EAST 2 contract. 

The draft RFP was released in December 2014 and an 

industry day was held in January 2015. Final RFP re-

lease is anticipated in March; award is anticipated in late 

2015/early 2016. 

Small Business 

Period Covered: Oct 1, 2013 - Sept 30, 2014 

Includes FY14 obligations on all Phase I & II SBIR and 

STTR contracts. 

Excludes $758.0 Million of obligations on grants and 

cooperative agreements and $60.6 Million of obligations 

on interagency agreements.  

PROCUREMENT (CONT.) 

NSSC Small Business Goals and Actuals 
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WESTPrime 

Contract administration for NASA Web Enterprise 

Service Technologies Services (WESTPrime) con-

tract transitioned to the NSSC in February 2014. 

WESTPrime is one of the four agency-wide service 

contracts under NASA’s IT Infrastructure Integration 

Program (I3P). WESTPrime is a Blanket Purchase 

Agreement (BPA) that allows for the issuance of 

fixed priced task orders for the following services: 

 Web content delivery; 

 Web site development; 

 Content management; 

 Bandwidth management; 

 Search capabilities; 

 Collaboration tools/services; and 

 Web hosting. 

 

WESTPrime has a base ordering period and options 

for four additional ordering periods. WESTPrime’s 

ceiling is $40M. 

 

Small Business Innovation Research 

(SBIR) & Small Business Technology 

Transfer (STTR) Programs 

The NSSC Procurement Division, Research Activities 

Branch, has become an integral part of NASA SBIR/

STTR Programs. In 2014, the Research Activities 

Branch gained the Centers’ confidence and buy-in in 

our ability to meet their needs under the SBIR/STTR 

Programs. The Program Lead Contracting Officer and 

her team have consistently provided unparalleled ser-

vices to the Centers and as a result, the SBIR commu-

nity considers NSSC resources to be a vital extension 

of their own team. 

Since the transition of the SBIR/STTR Programs to 

the NSSC, the Research Activities Branch has award-

ed and administered only Phase I and II actions. As a 

result of the Branch quick turnaround, great customer 

service and knowledge based experience, the Centers 

have been routing Post Phase II and Phase III ac-

quisitions to the NSSC for processing. In 2014, the 

NSSC Procurement processed 589 actions.  

 

Key Changes in 2014 

 Commercialization Technical Assistance – 

NASA will pay up to $5,000.00 to the recipient 

of a Phase I award to purchase technical assis-

tance services. 

 Required Benchmark Transition Rate – The of-

feror is required to meet the rate of .025 over a 

5 year period (Phase II awards/Phase I awards). 

 Phase II-eXpanded (II-X) – Under this post 

Phase II opportunity, the SBIR/STTR Program 

will match non-SBIR/STTR NASA funds with 

SBIR/STTR funds, on a 2-for-1 basis, to extend 

an existing Phase II project for a minimum of 4 

months to perform additional R/R&D. 

 Commercialization Readiness Program (CRP) – 

Under this post Phase II opportunity, NASA 

submits a STMP on behalf of the SBC to secure 

SBIR/STTR CRP matching funds ranging from 

$100,000.00 to $1,500,000.00. 

PROCUREMENT (CONT.) 
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Grants and Cooperative Agreements 

The objective of the NSSC Procurement Division, 

Research Activities Branch, is to provide support for 

NASA research, science and education communities 

in the award and administration of grants and cooper-

ative agreements typically for research and research 

related activities. 

Since transition in 2006, the NSSC, Procurement Di-

vision, Research Activities Branch has awarded and 

administered 55,306 grants and supplements with a 

total obligation amount of over 5.4 billion dollars. In 

Fiscal Year 2014, the branch awarded 1,729 new 

grants and cooperative agreements and 6,542 supple-

ments. The amount obligated by these grant actions 

represented 55.7% of the NSSC’s Procurement total 

obligations. 

The NSSC, Procurement Division, Research Activi-

ties Branch successfully complied with the imple-

mentation of the new OMB Uniform Guidance, 2 

CFR Part 200, adopted by NASA on December 26, 

2014. 

Enterprise License Management  

Enterprise agreements optimize cost savings by lev-

eraging the full purchasing capacity of the Agency 

based on economies of scale. By leveraging the En-

terprise License Management Team (ELMT), 

NASA can improve the Agency’s ability to identi-

fy, acquire, distribute, manage software, and save 

NASA funds to use elsewhere.  

The establishment of Enterprise-level agreements 

(with the goal of achieving cost savings, cost avoid-

ance, and providing increased capabilities at a bet-

ter value) are expanding these principles across the 

Federal Government. The Enterprise License Man-

agement Program was active during Fiscal Year 

2014, establishing several new agreements that pro-

mote these principles for the benefit of NASA.  

The ELMT experienced a substantial amount of 

growth to the portfolio during FY14. Specifically, 

the NSSC ELMT awarded 27 new agreements 

while completing a total of 325 contract actions 

valued in excess of $32M. The surge in FY14 activ-

ity represents an increase of almost 10 times the 

total number of FY13 actions, when the ELMT es-

tablished 7 new agreements consisting of 33 con-

tract actions with a value in excess of $5M. 

The management of NASA’s software licenses 

through the ELMT assists in eliminating duplica-

tive coverage and overspending. The ELMT’s focus 

on strategic sourcing supports NASA’s cost con-

tainment efforts and strives to support end user 

productivity at a better value. The ELMT’s effort to 

consolidate the Agency’s software requirements 

and negotiate enterprise agreements has the poten-

tial to realize significant savings in total cost of 

software/licensing ownership. Consequently, the 

ELMT will increase efforts in FY15 to add addi-

tional agreements to the ELMT portfolio.   

PROCUREMENT (CONT.) 
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Agile Scrum 

In FY14, the NSSC modified NSSC governance, 

moving from a waterfall software development model 

to incorporate Agile Scrum methodologies. The 

change in methodology provided the following bene-

fits: 

 More efficient and effective governance to allow 

subject matter experts to make necessary, timely 

application enhancements; 

 More efficient ways to get the changes made 

without having to define detailed requirements 

upfront; 

 Closer interaction and collaboration with custom-

ers to deliver business needs; and 

 More flexibility in the scheduling of work. 

Website Upgrade 

In December, the NSSC completed a Web migration 

and business process redesign project. This was a 

major achievement involving internal and external 

customers and touching every department within the 

NSSC.  

The project moved the NSSC public and internal 

sites to free open-source solutions that utilized exist-

ing hardware, saving the Agency the cost of licensing 

fees for the legacy solutions.  

The new layout, modeled after NASA’s HR Portal, 

was designed after NSSC team members held face-to

-face visits with representatives from multiple Cen-

ters. Workshops were held with users who described 

what was missing from the site and assigned value to 

what was present. Usability tests with these partici-

pants were also conducted. Traffic to NSSC sites re-

mained high following the transition. 

INFORMATION TECHNOLOGY 
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System Upgrades 

The NSSC IT Team completed several enhancement 

projects for Human Resources (HRMES, OrgPublish-

er, and Ethics Program Tracking System) and Finan-

cial Management (Accounts Payable Work Manage-

ment System, and NASA Conference Tracking Sys-

tem) in FY14.  

 

Server Virtualization 

The primary goal of the NSSC Data Center Virtual-

ization project was to reduce the cost of running and 

maintaining IT infrastructure. By standing up a ro-

bust, well-designed virtual environment and migrat-

ing physical servers into that environment, efficien-

cies were gained through the reduction of hardware 

and the improvement in operational activities. This pro-

ject, started in FY14: 

 Increased efficiency and speed of server deploy-

ments; 

 Increased reliability through automatic hardware 

failure prediction and failover;  

 Provided a reduction in capital equipment; 

 Provided a reduction in power and cooling require-

ments; 

 Provided a reduction in physical space require-

ments; 

 Provided a reduction in security risks by maintain-

ing fewer physical servers; and 

 Provided a reduction of server/application down-

time for hardware maintenance. 

The transition to a new Web tool also enabled the use of blogs, comment forums, message bars, and image gal-

leries. These new technologies were enabled on NSSC internal pages in FY14 and will be rolled out to custom-

ers in FY15. 

INFORMATION TECHNOLOGY (CONT.) 
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ICAM 

The NSSC ICAM-Modernization (ICAM-M) activi-

ties tracked all required NSSC actions associated 

with NEACC executed ICAM-Modernization pro-

ject that replaced the SUN Product Suite composed 

of Identity Manager, Access Manager / Open Single 

Sign On (OpenSSO) and the SunOne Directory. 

This replacement was made due to the expiration of 

the NASA's Premier Support Contract in 2014 and 

due to the Oracle/Sun Product Suite officially 

reaching end of life in 2017. 

The benefits to the agency of completing this pro-

ject included the continued benefit of maintaining a 

secure and highly available infrastructure of NASA 

resources in the most reliable and cost effective 

manner as possible. The agency must continue to 

provide to the workforce secure, reliable access to 

NASA resources, facilities and computer software 

applications.  

 

ServiceNow and the NSSC 

In FY14, the NSSC began efforts to migrate its In-

formation Technology Services Management 

(ITSM) tool from BMC Remedy to ServiceNow. 

The purpose of this project is to migrate all NSSC 

workflow and applications currently residing on the 

BMC Remedy 7.5 platform to a ServiceNow-hosted 

environment. Moving to ServiceNow in the cloud is 

a major undertaking for NASA, requiring cultural 

change at Headquarters and the NSSC. 

The transition goals include consolidating as many 

of the NSSC’s workflows, applications and services 

into one environment as practical to: reduce the cost 

of IT, create a streamlined IT infrastructure, im-

prove recovery times after disasters, and to unleash 

the creativity of the functional NSSC user. The ulti-

mate goal is to create processes and procedures to 

deliver NASA users better, faster, and cheaper services. 

The NSSC users and stakeholders began meeting with 

ServiceNow consultants and NSSC Business Analysts 

in FY14 to evaluate the level of effort needed to transi-

tion Human Resources, Information Technology, Fi-

nance and Procurement processes, and to begin transi-

tioning capabilities.  

Scope of the project includes but is not limited to the 

following: 

 Incident Management (trouble tickets); 

 Knowledge Management (knowledge articles); 

 Service Request Management (the ESD catalog, 

aka “Order Services”); 

 Dashboards & Analytics; 

 ESD Tier-0; and 

 ESD Notifications Tool. 

While new to the NSSC, ServiceNow is a global brand. 

This service will automate processes across all business 

boundaries of the NSSC from onboarding to separation. 

Managers can leverage the self-service portal to request 

ACES equipment for new hires and initiate other key, 

new-employee processes. Analytics reports will help 

teams seamlessly track performance and other critical 

metrics in near-real time. Automating what once were 

manual tasks and migrating many current automation 

processes will result in significant gains in NSSC 

productivity. Project completion is expected in FY15. 

INFORMATION TECHNOLOGY (CONT.) 
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In FY14, the ESD met or exceeded over 98% of monthly Service Level Indicators including the average speed to 

answer (>80%), call abandonment rate (<5%), and first call resolution (>95%). The ESD handled more than 

264,135 incidents while maintaining a Customer Satisfaction rating of more than 97.82%.  

ENTERPRISE SERVICE DESK 
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Enterprise Service Desk Software  

Updates  

In FY14, the ESD team, along with the NSSC IT 

Team, continued to implement enhancements recom-

mended by the Agency to improve the customer ex-

perience with the ESD Tier-0 website.  

 

An ESD release in November provided the system 

with a number of enhancements. 

 Additional description fields from the incident 

ticket were added to the system e-mails that are 

sent when an incident is resolved. These fields 

now help users recall which incident is being sur-

veyed. 

 A new system notification is sent upon comple-

tion of a service request to assist P-Card holders 

with invoice reconciliation. 

 Center and Org Code details were added to the 

approver screen in ESRS to help approvers view 

and sort pending requests. 

 New guidance for use of the Urgency field is be-

ing added to the “My Tickets” screen at ESD Tier

-0 to help users choose correctly. 

 A new capability was added for “My Tickets” to 

allow users to select another individual to act as 

point of contact for the incident ticket. This effec-

tively added a possible third party to each incident 

ticket in addition to the existing Customer and 

Contact fields. The change was made to ensure 

ESD and the I3P service providers were talking to 

the right person in reference to the ticket. 

In June, an additional release offered addi-

tional new capabilities. 

 Additional categorization for incident tickets for 

better routing and reporting were added to Tier-

0. 

 Automated reminders for Knowledge Article 

reviews were implemented. 

 New easy access to self-help for service ordering 

was released. 

 The Tier-0 website graphics were updated. 

 TDY service ordering capabilities were added. 

ESD and ServiceNow (SN)  

ESD relies heavily upon Remedy, so the migration 

from Remedy to ServiceNow has been a priority for 

the ESD team throughout FY14 and will continue to 

be critical until project completion in FY15.  

Kickoff for the Discovery and Prototyping Phase of 

the ServiceNow Migration Project began in August. 

Teams, consisting of Business Process Analysts; 

Functional Area SMEs; ServiceNow Consultants; 

and NSSC Developers, worked together in hands-on 

workshops and participated in many knowledge-

transfer sessions for overarching functions such as 

Quality, Metrics, Document Imaging and Records 

Management.  

These sessions helped to identify best practices and 

needs going forward. Representatives from Service-

Now provided the ESD stakeholder community a 

live demonstration of the major capabilities that Ser-

viceNow provides. 

The purpose of this project is to migrate all NSSC 

workflow and applications currently residing on the 

BMC Remedy 7.5 platform, including ESD, to a 

ServiceNow-hosted environment.  For more information about ESD go to: 

www.esd.nasa.gov. 

ENTERPRISE SERVICE DESK (CONT.) 

esd.nasa.gov
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Support for Center Services 

ESD is available to assume your Center help desk 

workload! 

Available services include: 

 Tier 0 access for self-help and incidents / SRs; 

 Tier 1 support for incidents; 

 Tier 2 access for Center staff (incident / work 

order); 

 ESRS for Center services; and 

 Dashboards & Analytics (D&A). 

Choose any or all! 

HQ, GRC, KSC, and the Space Technology Mis-

sion Directorate are already taking advantage of 

this opportunity. 

 

In FY14, the NSSC began work on the Order-to-Pay (OtP) project – one of the first applications of the Service-

Now suite of tools. OtP consists of new requirements to improve the Center validation process with a Center Vali-

dation Tool (CVT) for reconciling ACES invoices and for creating new services in the Enterprise Service Request 

System (ESRS) for tech refresh (Early Tech Refresh) and Like-to-Unlike refreshes. The ESRS will migrate from 

Remedy to ServiceNow as a part of this project.  

 Go-Live for CVT was successfully completed Nov. 24, 2014. 

 CVT Training was provided. 

 

Agency Business Services 

ENTERPRISE SERVICE DESK (CONT.) 

For more information about Agency Business 

Services go to: www.nssc.nasa.gov/abs.  

http://www.nssc.nasa.gov/abs
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Customer Contact Center (CCC) 

In FY14, the Customer Contact Center (CCC) handled more than 56,000 customer inquiries and resolved 84% 

within one day. The majority of calls continued to be in the HR area. Customer Satisfaction input through surveys 

was 96.10% for FY14. 

CROSS CUTTING SERVICES 
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Document Imaging 

The NSSC Document Imaging team managed over 

230,000 documents in FY14. 

 

Kofax  

The NSSC FM division worked with Document Im-

aging and the IT Team to implement Kofax enhance-

ments to create an automated the Intra-government 

Payment and Collection (IPAC) solution. This new 

capability automates the processing of high-volume 

IPAC invoices.  

Utilizing Kofax Capture 10 and Kofax Capture API, 

the product performs document ingest, document 

classification, document separation, document data 

extraction, and document retention. This end-to-end 

solution allows the processing of thousands of IPAC 

invoices per month with minimal operator involve-

ment. 

The entire process, which used to take hours and 

sometimes days to complete, is now performed within 

minutes. The IPAC solution is a true success story 

that really shows off the power of Kofax Capture.  

CROSS CUTTING SERVICES (CONT.) 
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The Working Capital Fund is a funding mechanism, a 

revolving fund that finances the NSSC and allows it to 

operate like commercial businesses. Funding must be 

reimbursed, in advance, for supplies and services at 

rates that approximate the expense of operation. The 

NSSC aims to use the WCF to: 

 Present NASA with a unique opportunity to apply 

best practices from the public and private sectors to 

improve organizational performance and operation-

al efficiencies; 

 Promote full cost recovery of goods and services 

for selected agency-wide programs and functions; 

 Provide a structure that encourages conservation of 

resources, cost awareness, performance measure-

ment, and operational efficiency;  

 Provide a framework that reinforces NASA’s com-

mitment to improving procedures for financial 

planning, reporting, and management; 

 Eliminate end-of-year spending drills; 

 Encourage disciplined cash and performance man-

agement to ensure solvency; and 

 Stabilize pricing/rates. 

Rate stabilization is a goal that we are working toward 

so that limited changes in requirements and customer 

utilization do not significantly impact service rates or 

total  customer chargeback bills.  

 

The NSSC strives to equitably charge the actual cost of 

services to customers based on demand or utilization of 

the services. In FY14, customers forwarded $81 million 

dollars to the NSSC. Actual utilization was $76 mil-

lion. The balance will be rolled into FY15. 

FINANCIALS AND BUDGET 

Check out the NSSC Metrics & Reporting page at: 

www.nssc.nasa.gov/metrics.  

http://www.nssc.nasa.gov/metrics
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Rate stabilization is a goal that we emphasize so that limited changes in requirements and customer utilization do 

not significantly impact service rates or total customer chargeback bills. The NSSC strives to equitably charge the 

actual cost of services to customers based on demand or utilization of the services. 

The NSSC does not receive appropriated funding for the cost of service delivery operations. We operate under a 

break even model where our annual costs are estimated during the Agency PPBE cycles to match our anticipated 

revenue for each fiscal year. As a result, the NSSC determines break even service rates based upon projected utili-

zation within HR, PR, FM, IT, and Enterprise Services functional areas. The NSSC then finalizes the annual Ser-

vice Level Agreement where all service rates and applicable metrics are documented along with the anticipated 

consumption by each NSSC customer (Centers and HQ Mission Offices). 

FINANCIALS AND BUDGET (CONT.) 
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Operating Results 

At the conclusion of each fiscal year, the NSSC is re-

quired to complete a Net Operating Results (NOR) anal-

ysis. This analysis considers the cost of providing each 

service to the Agency, the final utilization of each ser-

vice (over or under consumption), the planned service 

rate, and the revenue for each service received from the 

NSSC customers.  

The difference in cost and revenue is the NOR for that 

service. For every service provided by the NSSC, a 

NOR analysis is completed. All service NORs are then 

combined into one NOR for the NSSC for the fiscal 

year. Then each NOR by fiscal year is accumulated from 

NSSC Go-Live in March 2006 through to the end of the 

fiscal year just completed to determine the current Accu-

mulated Operating Result (AOR) as of the end of the 

fiscal year. For FY14, the NSSC recognized a positive 

NOR of $4.4M resulting in an AOR of $10.3M as of the 

close of FY14. The NSSC Open Liens & Threats in 

FY15 are close to $5M of which $1.3M is related to 

NEACC WAWF phase in, Order-to-Pay implementa-

tion, and HR Suitability start up. We also have the 

$1.5M cost carry forward from the NSSC Service Pro-

vider.  

Since the NSSC will be awarding a new Service Provid-

er support contract with planned transition starting in Q4 

of FY15, we are carrying $1M as a threat against the 

AOR assuming the possibility a new contractor is 

awarded the NSSC Nex-Gen contract that begins the 

first of FY16. The balance of the $5M is identified for 

possible COOP activation in the event Stennis Space 

Center is shut down due to an extreme weather event, 

investments in IT virtualization, and management sup-

port costs not budgeted for FY15. 

FINANCIALS AND BUDGET (CONT.) 
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In PPBE14, NSSC shifted budget formulation strat-

egy based on BOD guidance and moved away from 

realizing savings before including in budget to an-

ticipate savings and include in budget. 

 Assumed eInvoicing implementation in FY14. 

 Assumed continuous improvement efficiencies 

in other FM and HR services. 

 Planned Document Imaging efficiencies in 

FY14 due to eInvoicing. 

 ESD stabilization reached in FY13 with reduced 

hours proposed in FY15 (weekends and other 

off-peak periods). 

 Assumed IT efficiencies in FY14 through virtu-

alization and use of cloud technology. 

 

Bankcard rebate amount included in recent budgets: 

 PPBE13—$1.7M; 

 PPBE14—$0M (due to OIG finding that NASA 

did not have statutory authority to retain in NASA 

WCF); 

 PPBE15—$0.8M; and 

 PPBE16—$1.0M. 

 PPBE15— FY15 included $1.5M increase for 

Remedy upgrade and $0.5M increase in reserves 

for transition of new SP contract; without those 

increases FY15 cost would have decreased by -

2.9%.  

FY09 FY10 FY11 FY12 FY13 FY14 FY15 FY16 FY17 FY18 FY19

PPBE10 -1.1% -1.3% 0.3% 0.4% -0.6%

PPBE11 -1.3% -4.1% -2.7% -1.5% -0.5%

PPBE12 -5.6% -3.7% -4.7% -5.8% -4.5%

PPBE13 -2.5% -1.1% 0.2% -1.3% 0.2%

PPBE14 -2.4% -3.7% -5.0% -5.3% -6.4%

PPBE15 -3.4% 0.0% -3.0% -3.3% -3.7%

PPBE16 -2.8% -1.5% -3.4% -2.8% -1.7%  

FINANCIALS AND BUDGET (CONT.) 

NSSC PPBE Trend 
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Three new Human Resources (HR) business cases 

were developed and approved with transfer of ser-

vices in FY15: Federal Employees' Workers Com-

pensation, Unemployment Compensation, and Suita-

bility Adjudication. 

Federal Employees’ Workers  

Compensation 

The NSSC has begun transitioning in NASA Work-

ers’ Compensation functions from all Centers.  

In the latter part of 2014, the NSSC assumed the re-

sponsibilities of handling all aspects of the Workers’ 

Compensation Program for NASA Headquarters, 

OIG, Goddard Space Flight Center, Stennis Space 

Center, ARC, LaRC, and the NSSC. The next Center 

to transition in will be JSC. All remaining Centers 

(KSC, GRC, MSFC)) will transition to the NSSC be-

fore the end of FY15.  

The year ahead welcomes a series of new opportuni-

ties for the NSSC to include: the successful migration 

of the ESRS, Incident, and NSSC services from the 

BMC Remedy ERP to ServiceNow; implementation 

of a new organizational structure with a focus on Ser-

vice Portfolio Management (SPM), Enterprise Archi-

tecture, Data Analytics, and Customer Relationship 

Management; and transition and stabilization of the 

NSSC Service Provider Nex-Gen Contract.  

The first activity under SPM to be vetted will be a 

business case for Simplified Acquisition. This activity 

will introduce two new operational concepts to the 

NSSC: (1) Badge-in-Place approach to adapt civil 

servant resources that remain at the Centers and (2) a 

college internship or grant program to support peak 

workload periods. 

 

 

THE ROAD FORWARD 
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Suitability Adjudication for  

Civil Servant New Hires 

Suitability Adjudication for Civil Servant New Hires 

also began transitioning to the NSSC after receiving 

board approval in FY14. As of January 2015, the 

NSSC Suitability team supports the Suitability Adju-

dication process for Civil Servant new hires in ac-

cordance with the Agency, Office of Personnel Man-

agement (OPM) regulations and guidelines and Title 

5 Code of Federal Regulation Part 731. The goals of 

the NSSC Suitability team are to ensure consistent, 

timely and quality adjudication decisions to meet the 

hiring requirements delineated in the 2010 Presiden-

tial Memorandum-Improving the Federal Recruit-

ment and Hiring Process and adhering to OPM's ad-

judication metrics.  

ServiceNow Migration 

The ServiceNow Migration project will continue 

throughout FY15. 

NSSC Nex-Gen 

Award of the NSSC Nex-Gen contract is expected in 

May of 2015. Transition activities will begin in Au-

gust, with “Go Live” of the new contract scheduled 

for October 1, 2015. 

Transition activities included procedure reviews, 

program development, and the development of a 

transition plan. NSSC successfully confirmed the 

readiness of the program to begin transitioning of 

responsibilities from all Centers to the NSSC Work-

ers’ Compensation Team on Sept.11, 2014.  

Under the NSSC Workers’ Compensation Team, the 

keys to a successful Workers’ Compensation Pro-

gram are effectively processing new claims in a 

timely manner, managing claims of injured workers 

and working with the injured worker to assist a re-

turn to gainful employment. These keys serve as 

guidance in meeting the needs of the Agency and 

conserving valuable resources, such as NASA em-

ployees--our greatest assets.  

Unemployment Compensation 

Effective Oct. 1, 2014, the NSSC transitioned the 

management of the Unemployment Compensation 

(UC) Program from the NEACC in Huntsville, Ala. 

to the NSSC.  

The UC program protects federal employees against 

job loss by providing temporary income support to 

individuals who become unemployed through no 

fault of their own. UC benefits are paid, for a lim-

ited time, to former federal employees who are able 

and available for suitable work, and are actively 

seeking new employment. The UC program is ad-

ministrated by the individual states (and the District 

of Columbia) as agents of the Federal government.  

The states determine eligibility for UC benefits un-

der the same terms and conditions that apply to 

State Unemployment Insurance. The rules vary from 

state to state. 

THE ROAD FORWARD (CONT.) 
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Appendix A: FY14 Agency Utilization Summary  
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https://dm.nssc.nasa.gov/servlet/dm.web.Fetch/September_2014_Performance_and_Utilization-_FY_14.pdf?gid=2072465&FixForIE=September_2014_Performance_and_Utilization-_FY_14.pdf
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Appendix B: FY15 Projected Agency Utilization  

Up-to-date FY15 utilization information can be found within the NSSC’s Monthly Performance and Utilization Re-

ports. On the Metrics page. 

https://www.nssc.nasa.gov/metrics

